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予分值等，研究设计了一套趋于完善的指标体系，其中包含：6 个层次 18 个三
























































The Twenty-first Century is the century of quality, and quality improvement has 
become one of the fundamental goals of modern public management reform. As the 
most effective tool of quality improvement, Quality Award has been the focus of 
quality theory study and government reform and innovation, which contributed 
significantly to the promotion of mutual learning and competition among public 
organizations, and the improvement of public service quality. It has become common 
all over the world to use the effective Mechanisms of Public Service Quality Award 
(PSQA) to encourage the improvement and innovation of public service and advance 
international competitiveness since the New Public Management Movement. After all, 
Quality Award is rooted in the private sector, and built on the premise of profit 
maximization. If the private sector’s assessment framework and evaluation system are 
directly applied-to the public sector, the Quality Award will lead to a series of 
problems, such as the sole pursuit of award-winning, unsustainable innovation, etc. In 
the process of promoting the construction of service-oriented government, China has 
gradually realized the importance of quality improvement mechanism. In contrast, the 
theoretical research and the practical experience of Mechanisms of PSQA in our 
country are relatively deficient, the systemic Mechanisms of PSQA has not been 
developed and China’s Quality Award at national level has not to been established yet.  
Taking this as a starting point, the dissertation constructs a theoretical framework 
and basic mode of Mechanisms of PSQA based on principal-agent theory, public 
service motivation theory, as well as the classical quality assessment models and 
service quality evaluation criteria, and design of a specific plan of ―China Public 
Service Award‖. This research not only provides a theoretical basis and practical 
guidance for continuous improvement of China’s public service quality, but also 
presents a strong technical support and sufficient power source to the reward activities 
of local governments at all levels. The specific contributions are following: 
First, it presents a systematic research on the related theories and defines the core 
concepts of Mechanisms of PSQA based on literature analysis and case analysis, 
which also constructs a theoretical framework of Mechanisms of PSQA based on the 
















cost in the public organization, the dissertation proposing a new solution to solve the 
theoretical dilemma of principal-agent problem by implicit incentive mode of PSQA, 
in order to promote the continuous improvement of public service quality. 
Second, through comparative analysis interview, it analyses the rise, 
development and the latest trends of PSQA. After comparing the typical practice and 
experience of ―United Nations Public Service Award, the European Public Sector 
Award, The Innovations in American Government Award, and Government Service 
Quality Award in Taiwan‖, it provides some initial ideas for the design of ―China 
Public Service Award‖, such as: award design to meet the needs of both ―top-notch‖ 
and ―encouragement‖, annual issue changed with the development of public service, 
and use mass media actively. 
Third, it establishes the basic model of Mechanisms of PSQA, accomplishes the 
specific content of ―China Public Service Award‖, including: a quasi-official organizer, 
institutional design of ―three committees‖ (the organizing committee, executive 
committee, supervision committee) and ―two reviews‖ (the professional review and 
public review), and establishment of comprehensive evaluation issues and award 
process, the scientific selection process and institutional arrangement with broad 
citizen participation, which under the principles of flexibility, transparency, 
standardization, fairness, and professionalism and the study method of questionnaire 
investigation and expert consultation. 
Fourth, abandons the traditional service quality evaluation model, analyses the 
public service process from different perspectives of ―service process‖ and ―service 
provider‖, divides the service process into two dimensions: ―input‖ and ―output & 
outcome‖, designs a set of updated assessment index system for ―backstage 
departments‖ and ―window departments‖. The former contains 6 first level indices 
and 18 second level indices; the latter contains 7 first level indices and 22 second 
level indices. Finally, completes the empirical tests. 
Five, based the general consensus of ―quality improvement is the most important 
step in the process of quality management‖, it proposes the idea of ―PSQA is the most 
effective tool of quality improvement‖. The traditional ways of government quality 
management focus on the improvement of hindsight. As an incentive mode of 
beforehand, PSQA means to avoid the lag of quality management, and has important 















The former can solve the quality problems in different development stage, and 
gradually reduce the operation cost and implement cost of institutions, improve the 
service control, and shape the organizational culture of continuous improvement 
through different projects of rewards. At the same time, it protect the interests of the 
latter, prevent the damage of burdens to the citizens, and continuously meet the 
changing needs of customers (psychological needs, user friendly, informed need) by 
delivering excellence public service. 
Overall, on the premise of a comprehensive review of theoretical research and 
practice progress, this paper has completed the design and test of Mechanisms of 
PSQA. On the theoretical level, this is the first doctoral dissertation on the 
Mechanisms of PSQA, with a strong breakthrough and innovation, is not only to the 
public service quality incentive theory systematically, and is a tool innovation for 
public service quality improvement. On the practical level, this is a universally 
applicable systemic management method, with a strong operational. Government 
agencies, schools, hospitals, or any other public institutions can apply the method to 
improve the service, to meet the needs of stakeholders, in order to achieve continuous 
improvement in public service. 
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